CHAPTER 20 


OTHER SUPPORTING DOCUMENTATION - SERVICE LEVEL STANDARDS 


PERFORMANCE LEVELS STANDARDS 

Performance Indicators listed below outline the minimum requirement expected by the council 
with regards to generic administrative tasks. Some services or teams undertaking specialist 
administrative tasks may require sen/ice 


Service 

Area 

Key 

Performance 

Indicator 

Monitoring 

period 

Weighting/ 

Priority 

Required performance level 

(Minimum performance level) 

Date/Period (Year) 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 


Definition - 
Summary of 
requirement 

Monthly , 
quarterly 
etc 

High, 

Medium, 

Low 











Answering 

telephones 

To answer 
telephone calls 
within 5 rings or 

IS seconds 

Monthly 

High 

80% 

85% 

90% 

95% 

100% 

100% 

100% 



100% 

Complaints 

% of complaints 
dealt with in 
accordance with 
the council's 
procedure. 

Quarterly 

High 

100% 

100% 

100% 

100% 

100% 

100% 

100% 

100% 

1C0% 

100% 

Answering 

correspond 

ence 

Number of 
working days in 
which 

correspondence 
is dealt with (not 
including 
complaints 
correspondence) 

Monthly 

High 

14 

14 

12 

12 

10 

10 

8 

8 

5 

5 

Mail/Post 

Outgoing mail 
cleared every 
day 



100% 

100% 

100% 

100% 

100% 

100% 

100% 

100% 

100% 

100% 

Filing 

Updating 
databases- new 
information to be 

entered (days) 


High 

1 

1 

1 

1 

% 

1 

% 

a 

’/< 

y. 

Filing 

Clear all filing 
(days) 

Monthly 

High 


m 

m 



m 

1 

i 

1 

m 

Financial 

Payment of 
invoices 

Monthly 

High 

5 

m 

m 

3 


1 

1 

i 

1 

m 

Financial 

Time taken to 
issue 

invoices (In 
working day) 

Monthly 

High 

14 

12 

9 

7 

5 

4 

3 

2 

1 

i 
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